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ABSTRACT 
 
This study aims to determine the significance of the influence of e-Service Quality 
and Service Quality on Customer Satisfaction and Customer Loyalty impact on PT. 
Tanda Mata Kita. Methods of data analysis using regression techniques and path 
analysis (path analysis) with SPSS (Statistical Package for the Social Science). 
Researchers want membandingakan magnitude of each effect between Service 
Quality and e-Service Quality for Customer Loyalty, while the customer needs to see 
the level of the PT website. We sign Mata, researchers used questionnaire methods to 
obtain data, which would draw darihasil the questionnaire results to perform 
calculations to instantly determine the level of customer loyalty and customer 
sactisfaction at PT. Tanda Mata Kita. (CM) 
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ABSTRAK 
 
Penelitian ini bertujuan untuk mengetahui signifikansi pengaruh Service Quality dan e-
Service Quality terhadap Customer Satisfaction dan dampaknya terhadap Customer Loyalty 
pada PT. Tanda Mata Kita. Metode analisis data menggunakan teknik regresi dan analisis 
path (analisis jalur) dengan bantuan program SPSS (Statistical Package for the Social 
Science).Peneliti ingin membandingakan besarnya masing-masing pengaruh antara Service 
Quality dan e-Service Quality terhadap Customer Loyalty, sedangkan untuk melihat tingkat 
kebutuhan pelanggan terhadap website PT. Tanda Mata Kita,peneliti menggunakan metode 
kuesioner untuk mendapatkan data, dimana darihasil kuesioner tersebut akan didapatkannya 
hasil untuk melakukan penghitungan untuk langsung dapat mengetahui tingkat customer 
sactisfaction dan customer loyalty pada PT. Tanda Mata Kita. (CM) 
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